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1. Introduction and methodology 

This report presents findings from structured surveys of Home Choice customers as 

well as customers re-housed immediately prior to the launch of Home Choice. It has 

been provided in advance of the main Home Choice Evaluation to inform officers 

working on an internal policy review of Home Choice. The full Evaluation Report, 

which will be available in early October, will offer further interpretation of the survey 

results in the light of other Evaluation data such as lettings analyses, focus groups and 

depth interviews. The Evaluation Team reserves the right to adjust its interpretation of 

results in the light of this more comprehensive data analysis.  

The research included customer surveys covering three groups relevant to the Home 

Choice project: 

1. Pre-Home Choice Lettings. New tenants rehoused under the lettings systems in 

place before Home Choice in the seven authorities now participating in  Home 

Choice, 

2. New tenants rehoused via Home Choice, 
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3. People seeking tenancies via Home Choice and bidding unsuccessfully for 

advertised properties. The main contribution that these surveys make to the Home 

Choice evaluation is to report on customer perspectives of Home Choice.  The 

surveys sought to find out (a) what applicants think about Home Choice; (b) how 

Home Choice compares with the previous letting systems from a customer 

perspective; (c) whether certain categories of ‘vulnerable’ applicants (e.g. older or 

disabled people or those in extremely rural locations) find it difficult to use the 

new scheme d) how customers bid under Home Choice and the extent to which 

they use the information available to inform their bidding.    

 The main ways in which these surveys may be useful to the internal policy review of 

Home Choice is to highlight the features of Home Choice that are least well liked by 

users, and which have the greatest adverse effect on ‘vulnerable’ users and to generate 

recommendations for better informed bidding behaviour (see sections 2.4 and 3 in 

particular). Copies of the survey questionnaires can be provided by the Evaluation 

Team for further guidance on the questions.     

 

1. Pre-Home Choice Lettings  

The first survey was targeted on people who had been rehoused in the four months 

prior to the introduction of Home Choice in July 2011. Choosing a period of time 

ensured that sampling was roughly proportional between partner organisations. This 

survey was dispatched by post in December 2011 to 600 individuals (one reminder 

was sent out in March 2012). The target was 200 returns. The total number of 

responses was 178 representing a response rate of 30%. The breakdown of responses 

between landlords was Broadacres 18, City of York 36, Richmondshire 8, Selby 

District Council 42, Yorkshire Coast Homes 30, Yorkshire Housing 44. 

The main purpose of this survey was to provide a benchmark against which to assess 

Home Choice user views with both the process and its outcomes. 

 

2. New tenants rehoused via Home Choice  

The second survey was administered throughout April - June 2012. Applicants who 

signed their tenancy contracts during those months were asked to fill in the survey 

questionnaire at the initial tenancy sign-up meeting or the first post-tenancy housing 

officer visit. Where this was not possible due to lack of time or other factors, 

successful applicants were sent the questionnaire by post with a pre-paid reply 

envelope.  

The target was 100 returned questionnaires. 97 responses were received, representing 

roughly 20% response rate
1
. 

 

3. Survey of applicants who have not yet been successful under Home Choice.  

The third survey was targeted on Home Choice applicants who had so far been 

unsuccessful in being selected as ‘top ranked’ bidders for the property (or properties) 

in which they expressed interest. The main purpose of this survey was to gauge 

service user views about the Home Choice process where these were not coloured by 

having been successful in gaining a tenancy; of course there is a risk that being 

‘unsuccessful’ will have coloured their views in a negative direction. As a shorthand 

term, these respondents are referred to below as ‘unsuccessful bidders’. The views of 

                                                 
1
 Around 500 properties were let out in total during the duration of the survey. This estimate is based 

on the ‘Recent Lets’ section of the Home Choice website.  
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unsuccessful bidders are an important consideration to the evaluation since overall 

almost 80,000 unsuccessful bids have been made on the 1,564 properties let (see  

Evidence Report 1). The survey was carried out in June 2012. This was a postal 

survey of 600 randomly chosen applicants. Importantly, the sample included 500 

applicants who have submitted at least one bid as well as 100 non-bidders. This 

weighting was to ensure that the bidding process is explored while also ensuring that 

reasons for non-bidding are explored. The target was 200 responses; there were 102 

responses representing 17% response rate.  

 

Table 1 – Customer surveys: samples and response rates 
  Sample Responses 

received 

Response rate 

Pre-Home Choice new tenants 600 178 30% 

New tenants rehoused via Home Choice 500* 97 20% 

Home Choice customers – not yet rehoused 600 102 17% 

* See footnote 1 on the previous page. 

 

To increase the response rate, respondents were incentivised via a draw for £100 

shopping voucher and reminders and follow ups were sent to non-respondents. 

However, the achieved samples were quite low for this type of survey.  

Since only around 100 individuals responded to surveys 2 and 3 respectively, the 

results of these two surveys should be interpreted with a degree of caution. 

Nevertheless the results do provide some interesting customer perspectives on Home 

Choice. 

Figures presented in all tables are to the nearest full % and exclude non-responses. 

The figures in Table 2A indicate a slight over-representation of older people 

compared to the active register. (This needs to be born in mind when interpreting 

some of the age-related issues presented in this analysis). While female headed 

households are also well represented, particularly in the ‘unsuccessful bidders’ 

sample, this is not out of line with the active register (see Table 5 of CBL Data 

Analysis for comparisons).  

 

Table 2A – Customer surveys: respondents’ age and gender 
 Age (%) Gender (%) 

 16-17 18-24 25-64 65+ Female Male 

Pre-Home 
Choice new 
tenants 

0 5 47 48 57 43 

New tenants 
rehoused via 
Home Choice 

0 19 54 27 55 45 

Home Choice 
customers – not 
yet rehoused 

0 5 72 23 64 36 

Sources: Home Choice customer surveys 2 and 3; Pre-Home Choice customer survey.  

As Table 2B illustrates, the number of respondents from minority ethnic backgrounds 

was much too small to allow the research team to undertake an analysis in this area.  
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Table 2B – Customer surveys: respondents’ ethnicity 
 Ethnicity (%) N= 

 
White 
British 
or Irish 

Other 
White 

Gypsy / 
Traveller 

Mixed Black Asian Other 
 

Pre-Home 
Choice 
new 
tenants 

92 3 1 2 1 0 2 168 

New 
tenants 
rehoused 
via Home 
Choice 

97 2 1 0 0 0 0 96 

Home 
Choice 
customers 
– not yet 
rehoused 

95 2 0 1 0 1 1 100 

Sources: Home Choice customer surveys 2 and 3; Pre-Home Choice customer survey.  

Similarly, the group of respondents with a disability or learning difficulties was too 

small to undertake a proper statistical analysis (Table 2C). Further information on the 

perceptions of ‘vulnerable households’ will be presented in Evidence Paper 4 based 

on follow up depth interviews held in May and June 2012. 

 

Table 2C – Customer surveys: applicants with a disability* and learning 
difficulties 

 Disability (%) 
Learning 

difficulties (%) 
N= 

Pre-Home Choice new 
tenants 

2 2 178 

New tenants rehoused 
via Home Choice 

7 2 97 

Home Choice 
customers – not yet 
rehoused 

12 1 102 

Sources: Home Choice customer surveys 2 and 3; Pre-Home Choice customer survey. * Only 

disabilities that made it difficult to apply for social housing or to participate in Home Choice.  

 

Turning to the six landlord organisations, survey respondents were visibly over-

represented compared to the active register in Selby District Council and under-

represented in Yorkshire Coast Homes (Table 2D).    
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Table 2D – Customer surveys: breakdown by respondents’ landlord 
organisation 
 Landlord organisation (%) N= 

 Broadacres 
HA 

City 
of 

York 

Richmondshire 
DC 

Selby 
DC 

Yorkshire 
Coast 

Homes 
Yorkshire 
Housing 

 

Pre-Home 
Choice 
new 
tenants 

10 20 4 24 17 25 178 

New 
tenants 
rehoused 
via Home 
Choice 

21 6 32 21 1 20 97 

Home 
Choice 
customers 
– not yet 
rehoused 

13 32 2 11 23 20 102 

Average 
from all 
surveys  

14 20 11 19 14 22 377 

 

Home 
Choice 
active 
register 

11 26 7 11 27 17 15,804 

Sources: Home Choice customer surveys 2 and 3; Pre-Home Choice customer survey; Home Choice 

active register as of May 2012. 

 

2. Customer survey findings  

2.1 Comparing customer views on Home Choice allocations policy 
and the points-based allocations system2 

 

The best way of assessing customer views on Home Choice as compared with the six 

previous lettings systems is to compare the responses of people rehoused before and 

after the new approach was introduced. This is because survey responses on a topic of 

this kind are strongly influenced by the outcome of the process, as well as by the 

experience of the process itself. The comparison shown in Table 3 therefore contrasts 

the views of new tenants rehoused under Home Choice with those of tenants rehoused 

by partner organisations before Home Choice launch. 

The ‘old’, mainly points-based systems were rated reasonably well both by those 

securing rehousing under its procedures and those applying for housing via Home 

                                                 
2
 Respondents registered with the City of York Council have not been asked their opinion on the 

points-based allocation system as they had priority ‘bands’ before the introduction of Home Choice. 
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Choice. Seventy-one per cent of the former believed it understandable and 64% 

believed it fair (see Table 3).  

While there is no evidence here that the old systems were widely considered 

incomprehensible or unfair, Home Choice commands stronger support from a 

distinctly larger proportion of people recently rehoused. Most dramatically, the 

proportion of those in enthusiastic agreement with the two propositions was visibly 

higher for successful Home Choice customers than for those rehoused under the ‘old 

system’.  

However, when we turn to consider the views of ‘unsuccessful bidders’, these 

favourable comparisons between Home Choice and previous systems are reversed. In 

this group, the points-based system was graded significantly higher than ‘priority 

bands’ for both comprehensibility and equity. Particularly the large proportion (50%) 

believing it inequitable could be seen as concerning. Nevertheless, this perception is 

understandable given the unrewarding experience of bidding and as the final 

Evaluation report will show is consistent with other sources of evidence.  

 
Table 3 – Survey respondent views on Home Choice allocations policy 
as compared with customer views on the ‘old system’ 
 
(a) ‘Old system’ comprehensibility – responses to statement: points-
based allocations are/were easy to understand 
 Agree 

strongly 

Agree Disagree No 

opinion 

Total (%) N= 

Tenants rehoused pre-

Home Choice 21 50 13 17 100 125 
Tenants rehoused via 

Home Choice 23 40 11 26 100 84 
Applicants so far 

unsuccessful 30 38 15 17 100 60 

  
(b) ‘Old system’ equity – responses to statement: points-based 
allocations are/were fair 
 Agree 

strongly 

Agree Disagree No 

opinion 

Total (%) N= 

Tenants rehoused pre-

Home Choice 19 45 14 22 100 118 
Tenants rehoused via 

Home Choice 13 48 12 27 100 82 
Applicants so far 

unsuccessful 22 36 27 15 100 55 

 
(c) ‘New system’ comprehensibility – responses to statement: priority 
bands allocations are easy to understand 
 Agree 

strongly 

Agree Disagree No 

opinion 

Total (%) N= 

Tenants rehoused via 

Home Choice 36 48 5 11 100 88 
Applicants so far 

unsuccessful 13 38 33 15 100 60 
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(d) ‘New system’ equity – responses to statement: priority bands 
allocations are fair 
 Agree 

strongly 

Agree Disagree No 

opinion 

Total (%) N= 

Tenants rehoused via 

Home Choice 28 52 6 15 100 87 
Applicants so far 

unsuccessful 10 24 50 16 100 58 
Sources: Home Choice customer surveys 2 and 3; Pre-Home Choice customer survey.  

 

As Table 4 shows Home Choice customers’ preference for either ‘old’ or the ‘new’ 

allocation system turned out to be consistent with findings presented in the previous 

table, with the relative majority of successful Home Choice applicants expressing 

preference for the new system and the relative majority of unsuccessful customers 

preferring the old system. What is encouraging from the perspective of partner 

organisations is that a significant minority proportion (31%) of unsuccessful 

applicants still prefer Home Choice3. Some free comments from respondents suggest 

that this might reflect their appreciation of choice that applicants have under the new 

system. The next section explores this theme. 
 

Table 4 – Home Choice customer preference for points-based 
allocations as compared with priority bands 
 I prefer the old, 

points-based 

system 

I prefer the new 

allocations 

system (priority 

bands) 

No opinion Total (%) N= 

Tenants rehoused via 

Home Choice 8 48 44 100 86 
Applicants so far 

unsuccessful 42 31 27 100 64 

 

 

2.2 Views about being able to browse available properties and the 
extent of ‘choice’ 

Among all three cohorts of survey respondents, the opportunity to view and select 

from available properties was welcomed in principle by most. As shown in Figure 1, 

only twelve per cent of successful Home Choice customers would have preferred the 

old approach involving landlord organisation staff selecting properties on behalf of 

applicants. Despite not having yet secured a tenancy, most unsuccessful bidders 

(76%) also appreciated being able to view and select from available properties. 

Among tenants rehoused prior to Home Choice about half of respondents were happy 

with the way their tenancy was allocated, while the other half would have preferred 

the opportunity to view and select from properties for let. 

 

 

                                                 
3
 Although this needs to be treated with caution as N is very low when ‘no opinion’ is excluded.  
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Figure 1 – Survey respondent views on being able to browse and select 
from available properties 

 
Sources: Home Choice customer surveys 2 and 3; Pre-Home Choice customer survey. 

 

The introduction of choice-based lettings does not change the basic fact that letting 

social housing is a rationing process and that most of those seeking accommodation 

will need to settle for a tenancy which falls short of what they might consider their 

‘dream home’, if indeed they receive accommodation at all. How much choice did 

new tenants feel they really got? Over four fifths of Home Choice customers (84%) 

believed the process had afforded them at least some choice. While this was also true 

of a majority of pre-Home Choice applicants, the corresponding proportion – 64% – 

was visibly lower. 

Table 5 – New tenant perceptions on the extent of choice in selecting 
their new home 

 A lot Some Not much None Total (%) N= 

Pre-Home Choice 

group 26 38 19 16 100 170 
Tenants rehoused via 

Home Choice 51 33 8 7 100 96 
Sources: Home Choice customer survey 2; Pre-Home Choice customer survey.  

Table 6 moves on to consider the question of area choice, a key feature of Home 

Choice being the ability to choose areas across North Yorkshire. The proportion of all 

Home Choice applicants who expressed a preference for having a wider choice of 

areas was considerably higher than the proportion of pre-Home Choice tenants who 

wished they had a choice of areas (39% versus 18%). While this is still the minority, it 

is obvious that for four in ten Home Choice applicants having a wider choice of areas 

is important and appreciated. The slight difference in support for wider choice among 

successful and unsuccessful Home Choice applicants (45% vs 34%) might suggest 

88 
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24 

52 
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that some Home Choice applicants have been successful because they looked further 

afield.    

 

Table 6 – Survey respondent views on having a wider choice of areas 
 Not interested 

in having a 

wider choice of 

areas 

I (would) like 

having a wider 

choice of areas 

No opinion Total (%) N= 

Tenants rehoused pre-

Home Choice 69 18 12 100 173 
Tenants rehoused via 

Home Choice 50 45 5 100 94 
Applicants so far 

unsuccessful 60 34 6 100 98 
All Home Choice 

customers 55 39 6 100 192 
Sources: Home Choice customer surveys 2 and 3; Pre-Home Choice customer survey.  

 

 

 

2.3 Views on utility of information about Home Choice 

Contributing to views about system comprehensibility will be the perceived utility of 

information provided by partner organisations. This consists of both  documentary 

form (e.g. leaflets, website text) and  help provided by local offices. Table 7 shows the 

reactions of customers to information available from leaflets, the website and staff;  

the findings appear generally  encouraging. Of the three sources of information staff 

advice appeared to most valued, and leaflets were seen as slightly easier to understand 

than the website.  Again there were big differences in views between successfully 

rehoused applicants and unsuccessful bidders.  

 

As Table 7 illustrates, of those who had seen leaflets or looked at the website, the vast 

majority of both new tenants and unsuccessful bidders found the information provided 

easy or fairly easy to understand. More in-depth analysis (not presented in Table 7) 

showed that, slightly concerning, five of eight applicants who found leaflets difficult 

to understand also found the staff ‘unhelpful’. Similarly concerning is the fact that 

17% of unsuccessful applicants did not find the website easy to use. A more in-depth 

analysis showed that this is highly correlated with respondents having no Internet at 

home (16 out of 22 respondents who did not find the website easy to use). Age also 

seems to be a factor (10 out of 22 such respondents being more than 65 years of age), 

although one needs to remembered that respondents in this age group were slightly 

over-represented in the surveys.  

15 % of Home Choice applicants who responded to surveys
4
 declared not having seen 

the website. This group tends to be older than average (17 respondents of 31 aged 65 

                                                 
4
 31 individuals comprising 15 successful applicants and 16 unsuccessful applicants.  
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or over) and tends to have no access to the Internet (23 respondents). Importantly nine 

out of 31 such respondents declared having a ‘difficulty in reaching a housing 

association or council office’.  

Among successful applicants, 87% had sought help from partner organisations’ staff 

in the process. Of this group more than four in five customers (74% of all successful 

bidders) found staff ‘very helpful’. However, 19% of unsuccessful bidders found staff 

‘unhelpful’. 

Table 7 – Home Choice customers: rating of Home Choice 
information/help provided by partner organisations staff 
 
(a) Leaflets 
 Easy to 

understand 

Fairly easy 

to 

understand 

Difficult to 

understand 

Have not 

seen 

leaflets 

Total (%) N= 

Tenants rehoused via 

Home Choice 55 28 1 16 100 93 
Applicants so far 

unsuccessful 36 38 8 18 100 98 

 
(b) Website – comprehensibility - responses to statement: Home Choice 
website is easy to understand 
 Agree 

strongly 

Agree Disagree No opinion Total (%) N= 

Tenants rehoused via 

Home Choice 48 37 4 10 100 89 
Applicants so far 

unsuccessful 28 52 11 10 100 94 

 
(c) Website – ease of use - responses to statement: Home Choice 
website is easy to use 
 Agree 

strongly 

Agree Disagree No opinion Total (%) N= 

Tenants rehoused via 

Home Choice 51 33 5 11 100 82 
Applicants so far 

unsuccessful 30 44 17 9 100 87 

 
(d) Staff advice and assistance 
 Staff seen as… No help 

sought 

Total (%) N= 

Very 

helpful 

Fairly 

helpful 

Not helpful 

Tenants rehoused via 

Home Choice 74 12 1 13 100 94 
Applicants so far 

unsuccessful 28 30 19 23 100 100 
Source: Home Choice customer surveys 2 and 3.  

Table 8 considers the Home Choice application form and the forms used prior to the 

introduction  of  Home Choice. The proportion of Home Choice applicants who found 

their application form ‘easy’ or ‘fairly easy’ to complete is very similar to the 

proportion of pre-Home Choice tenants who thought the same. (The form was 

relatively easier to complete for successful Home Choice applicants than for 
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successful pre-Home Choice ones). However, 12% of unsuccessful applicants found 

the form difficult to complete. In this group five individuals out of 12 are over 65 

years old and five have a difficulty in reaching a HA or council office.   

 

Table 8 – Survey respondent views on the application form – responses 
to statement: How easy was it to complete the housing / Home Choice 
application form? 
 Easy to 

complete 

Fairly 

easy to 

complete 

Difficult 

to 

complete 

My carer / 

advocate / 

friend 

completed 

it 

I don’t 

remember 

Total 

(%) 

N= 

Tenants rehoused 

pre-Home Choice 43 34 7 10 6 100 176 
Tenants rehoused 

via Home Choice 62 26 3 7 2 100 94 
Applicants so far 

unsuccessful 37 37 12 6 8 100 100 
All Home Choice 

applicants 49 31 8 6 4 100 194 
Source: Home Choice customer survey 2 and 3; Pre-Home Choice customer survey. 

 

2.4 The bidding process 

Figure 2 shows that the overwhelming majority of respondents search(ed) for 

properties via Home Choice website.  Very few used any of the other methods such as 

the local offices, adverts and posted newsletters. Customers may have been unaware 

of other options such as posted newsletters, but this evidence makes the case for 

allocating resources to website improvements in the future.  

 

Figure 2 – Methods of finding available properties  

 
Sources: Home Choice customer surveys 2 and 3. The total number of respondents was 199. 

Respondents had multiple choice. 
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Similarly, Figure 3 shows that the overwhelming majority of applicants bid via the 

website: 

 

Figure 3 – Methods of bidding on available properties  

 
Sources: Home Choice customer surveys 2 and 3. The total number of respondents 

was 199. Respondents had multiple choice. 

 

 

Non-Bidders 

 

One small group who raise important concerns for our evaluation are those who have 

not bid at all under Home Choice. 16 of the 102 unsuccessful bidders in our third 

survey fell into this category. These 16 individuals tended to not have seen the Home 

Choice website (9), have no access to the Internet (9), not sought staff’s help (7) or 

found staff unhelpful (3). The group comprises a relatively high proportion of 

applicants aged 65+ (6 individuals; 12.5% of all applicants in this age group). Of 

concern is the fact that seven individuals who did not bid at all have also not seen any 

property adverts. One respondent of the latter group commented that he ‘had not have 

any details sent’, which might suggest that there is a small group of applicants who 

have not understood the main principle of the new system.  

Two respondents of the 16 who did not bid at all both live in a remote location and 

have no Internet. 

 

 

Long-term bidders  

 

The analysis has also explored whether Home Choice customers’ views change with 

the length of bidding. It specifically looked at the group of 24 respondents who have 

been unsuccessfully bidding for more than 41 weeks. Encouragingly, the analysis has 

established that there is no negative influence of the length of bidding on the 
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preference for choice. (Of twenty-four respondents who have been bidding for more 

than 41 weeks, all indicated a preference for choosing properties themselves). 

Respondents’ preference for points-based or priority ‘bands’ allocations is also not 

correlated with the length of bidding.  

 

However there are some concerns about how much use long-term bidders make of the 

information that Home Choice potentially provides them with to inform their bidding 

behaviour . Nine of twenty-four respondents who have been bidding for more than 41 

weeks did not feel they knew what their chances are of being the highest bidder. 

Similarly concerning is that ten out of twenty-four such respondents have either not 

seen the ‘Recent lets’ section of the website or have not found it useful.  

 

Informed Bidding 

Table 9 shows that feedback is paramount for Home Choice customers. Particularly 

the proportion of those who ‘strongly agreed’ with the statement about the importance 

of feedback is worth emphasising.  

 

Table 9 – Home Choice customer views on system feedback – 
responses to statement: It is/was important to me to have feedback from 
Home Choice about where in the rank my bid has fallen 
 Agree 

strongly 

Agree Disagree No 

opinion 

Total (%) N= 

Tenants rehoused via 

Home Choice 32 47 10 12 100 94 
Applicants so far 

unsuccessful 36 44 7 13 100 90 
All Home Choice 

customers 34 46 8 13 100 184 

 

Table 10 reports on  Home Choice customers’ views on their chances of being the 

winning bidder. While it is encouraging that 60% of applicants thought they roughly 

knew their chances, it is concerning that 28% did not have that feeling. This suggests 

that more could be done to enhance the applicants’ knowledge of ways in which 

feedback is available, as well as to enhance the feedback itself. 

 

Table 10 – Home Choice customer views on their chances – responses 
to statement: When I bid for a property, I roughly know/knew what my 
chances are of being the highest bidder 
 Agree 

strongly 

Agree Disagree No 

opinion 

Total (%) N= 

Tenants rehoused via 

Home Choice 29 38 22 11 100 97 
Applicants so far 

unsuccessful 22 31 34 13 100 93 
All Home Choice 

customers 25 35 28 12 100 190 

 

 

Following on from this Table 11 shows that  the majority of all Home Choice 

customers (64%) thought they had/have a good idea where in the rank their bids fell. 

Similarly however, it is concerning that one in five customers did not have that 



14 

 

feeling. This reinforces the need for better feedback publicity and better feedback 

itself. 

 

Table 11– Home Choice customer views on ranking – responses to 
statement: When the bidding has finished and the bids are ranked, I 
know/knew where in the rank my bid has fallen 
 Agree 

strongly 

Agree Disagree No 

opinion 

Total (%) N= 

Tenants rehoused via 

Home Choice 27 43 15 15 100 95 
Applicants so far 

unsuccessful 18 38 27 17 100 89 
All Home Choice 

customers 23 41 21 16 100 184 

 

The surveys also explored Home Choice customers’ views on existing feedback.  

Results presented in Table 12 are particularly important. They show that the ‘Recent 

lets’ section of the website – which is the main way of providing feedback to bidders 

– works for around 40% of them. The majority of survey respondents, however, have 

either not seen it or have not found it useful. This suggests that there is a scope for 

publicising the existence of this section further and for improving its design so that 

users understand and make more effective use of it to inform their bidding behaviour. 

Some recommendations are presented at the end of this report .   

 

Table 12 – Home Choice customer views on existing feedback - 
responses to statement: What is your opinion on the ‘Recent Lets’ 
section of the Home Choice website? 
 
 I have never 

seen it 

I have seen it 

and I found it 

useful 

I have seen 

it but I did 

not find it 

useful 

Total (%) N= 

Tenants rehoused via 

Home Choice 40 51 9 100 95 
Applicants so far 

unsuccessful 42 32 27 100 98 
All Home Choice 

applicants 41 41 18 100 193 

 

 

By combining the answers to these questions in a more in-depth analysis, there is 

further evidence of scope to improve customer understanding of the system to inform 

their bidding behaviour.   The analysis showed that of 117 respondents who declared 

that they know/knew where in the rank their bids fell, only 63 found the ‘Recent lets’ 

section useful, while 32 had not seen it and 20 did not find it useful
5
. This suggests 

that even apparently well informed bidders could make better use of the information 

provided in the ‘Recent Lets’ section, and that design improvements could make this 

section even more accessible and useful for better informed bidding. We should not 

underestimate the importance placed by a minority of customers on contact with their 

local offices to get feedback (Figures 2 and 3), and it is therefore important that staff 

                                                 
5
 Of the 79 respondents who found the ‘Recent lets’ section useful, 63 also declared that they 

know/knew where in the rank their bids fell, while 13 did not know or had no opinion.  
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share understanding of the ways in which the ‘recent lets’ information can improve 

information for bidding.  Our recommendations at the end of this report address these 

challenges.  

 

 

 

2.5 Views on outcomes 

Advocates of choice-based lettings argue that a system which removes the need for 

staff to ‘second guess’ applicant views must result in a better overall match between 

new tenant preferences and the attributes of homes being let. To the extent that such 

an argument is valid, it would be expected that tenancy sustainment rates would rise 

under a choice-based system.  

To address this issue both groups of new tenants were asked about their views on their 

new home and the local neighbourhood. As shown in Figure 4, the proportion of 

tenants dissatisfied with the letting outcome has dropped from a previously low figure 

of 6% to a miniscule 1% under Home Choice (although numbers are small). The most 

notable effect of the new system, however, is the markedly higher proportion of 

tenants enthusiastic about their new home (Figure 4) and their new neighbourhood  

(Figure 5) (higher by over 10 percentage points in both cases). This suggests a 

positive immediate prospect for tenancy sustainment. This will require longer term 

monitoring of property turnover rates and transfer requests.  The extent to which 

Home Choice will lead to lower turnover rates in less popular areas remains to be 

established.  

Figure 4 – Satisfaction with accommodation – responses to statement: ‘I 
like my new home’ 

 
Sources: Home Choice customer survey 2; Pre-Home Choice customer survey. 
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Figure 5 – Satisfaction with neighbourhood – response to statement: ‘I 
like the local area’ 

 
Sources: Home Choice customer survey 2; Pre-Home Choice customer survey. 

 

 

2.6 The influence of customers’ characteristics on their views 

The survey findings provide hints that views about Home Choice may, in some 

instances, be segmented by age. Unsuccessful bidders in the oldest (65 and over) age 

group may view the priority ‘bands’ system less favourably than others. While the 

small numbers of respondents in this age group mean that such a finding can be 

presented only as a very tentative conclusion, it can be reported that among the 17 

such respondents
6
, only five stated a preference for priority ‘bands’ over the ‘old’, 

points-based allocation system. By contrast, a preference for priority ‘bands’ was 

stated by half of unsuccessful bidder respondents in the 18-64 age group. 

Home Choice customers in the oldest age group were also relatively more likely than 

others to indicate no access to the Internet (3 respondents aged 18-24; 26 respondents 

aged 25-64; 19 respondents aged 65+) and not having seen the Home Choice website 

(35% of respondents within the oldest age group).  

The analysis has not detected any patterns related to gender. 

With regards to the small group of non-bidders (16 out of 102 individuals in survey 3) 

the analysis showed that, interestingly, such respondents had an equal preference for 

‘old’ as for the ‘new’ allocations system. Similarly, the number of those who prefer 

being able to browse available properties was the same as the number of those 

preferring the landlord to make a choice for them.   

  

                                                 
6
 This number excludes respondents who had no opinion. 
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2.6 Factors that may hinder application and/or participation 

As for the factors that, in survey respondents’ view, made their 

application/participation difficult, three such factors have come to the foreground: 

having no access to the Internet, having a difficulty in reaching the landlord or council 

office, and having a disability. ‘Having a difficulty in reaching the landlord or council 

office’ has proven to be a more significant problem than ‘living in a remote rural 

location’ (59 vs 9 respondents). Since only seven respondents said they are 

housebound and only nine people indicated living in a remote rural location, it seems 

likely that many of the 59 respondents who have a difficulty in reaching an office 

does so either because of a limited mobility, or because they do childcare, or because 

they cannot afford transport to the office.   Of fifty-nine respondents who have a 

difficulty reaching an office twenty-eight have indicated having no access to the 

Internet.   

Table 13 – Factors that made application/participation difficult* 

 Number of 

respondents who 

indicated having 

a difficulty 

% of the total 

number of 

respondents 

No access to the Internet 87 23% 

Difficulty in reaching a landlord or council office 59 16% 

A disability 40 11% 

Living in a remote rural location 9 5% 

Being housebound 7 2% 

Having a learning difficulty 6 2% 

Other factors 23 6% 
Sources: Home Choice customer surveys 2 and 3 and pre-Home Choice customer survey. 

*The total number of respondents was 377 with the exception of ‘living in remote rural 

location’ where the number of respondents was 199. 

 

Two of 199 Home Choice customers indicated they had difficulties with applying or 

participating in Home Choice due to having poor English. However, since many such 

applicants could potentially fail to respond to the survey, it would not be appropriate 

to conclude that language is not a barrier.   
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3. Conclusions and recommendations 

 

The three customer surveys were used to test: 

 (a) what applicants think about Home Choice;  

(b) how Home Choice compares with the previous letting systems from a customer 

perspective;  

(c) whether certain categories of ‘vulnerable’ applicants (e.g. older or disabled people 

or those in extremely rural locations) find it difficult to use the new scheme and 

(d) how customers bid under Home Choice and the extent to which they use the 

information available to inform their bidding. 

 

On the first question the surveys present a generally favourable general perception of 

Home Choice in relation to the amount of choice that the new system offers. Most 

applicants, whether successful or not, valued the opportunity to browse and select 

from available properties. Moreover, the proportion of successful applicants who 

believe the process had afforded them at least some choice is higher under the new 

system than under the previous one. Finally, a significant proportion of Home Choice 

customers appreciate having a wider choice of areas. 

On the second question, however, the surveys revealed a much more mixed picture 

with regards to the comprehensibility and equity of Home Choice. While the vast 

majority of applicants rehoused via Home Choice found the new allocations system 

easy to understand and fair, throughout the surveys it is apparent that unsuccessful 

bidders are markedly less satisfied than those successfully rehoused. As ever it is 

impossible to differentiate between dissatisfaction with outcomes and with process. 

On the third question, the sample sizes and construction limit our ability to make 

direct comparisons of the experiences of vulnerable groups and other applicants. 

However, there is direct evidence that older people having greater difficulties in using 

Home Choice and in greater dissatisfaction amongst older unsuccessful bidders. 

Moreover, customer surveys revealed three most common barriers to participation in 

Home Choice, these being: having no internet access, difficulty in reaching a landlord 

or council office, and having a disability. 

The survey proved particularly useful in illuminating the fourth question on bidding 

behaviour and these findings have been used to generate the recommendations below 

which we hope will be of direct use in the internal policy review. Home Choice 

customers value system feedback on their bids, but only 40% make effective use of 

the ‘recent lets’ section of the website to inform their bidding. There is scope to 

increase awareness of this section and to improve its design to increase perceived 

usefulness. Furthermore there is a need to ensure that customers fully understand the 

potential use of ‘recent lets’ and other system information to inform bidding and to 

use local office staff and leaflets to guide customers to better informed bidding.  
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Recommendations 

Listed below are suggested actions aimed at improving feedback for customers (these 

actions would also improve transparency and hopefully tackle the customers’ view of 

the new system as unfair): 

1. On the website, provide a clear indication of how many applicants are currently 

registered under different ‘bands’ and how many properties become available each 

week. This would help customers see their chances more realistically.  

 

2. The existence and the purpose of the ‘Recent lets’ section should be publicised 

more widely. Perhaps re-naming it into ‘Bidding results’ would be a good idea. 

 

 

3. In the ‘Recent lets’ section, at first sight it is not absolutely clear what ‘Band’ and 

‘Priority Band Date’ mean. It would probably be better to name those two 

columns ‘Band of the highest bidder’ and ‘Priority Band date of the highest 

bidder’, respectively.  

 

4. Customers would have a much better idea where their bids have fallen in the rank 

if full lists of bids were provided on the ‘Recent lets’ webpage. Obviously such 

rankings would need to be anonymised, e.g. “15. Bidder in Silver band with 

Priority band Date of ……. and with a Local Connection”.  Because this solution 

could be unwieldy the following additional two suggestions are made 

 

- An even better solution (but technically probably quite complicated) would 

be to add ‘My bids’ section to user’s account. In such section a full 

anonymised list of bidders would be presented but with the applicant’s bid 

highlighted. This would allow for a very quick understanding of where one’s 

bid has fallen.    

- When a bid is made by text or via a mobile phone call, the system should 

automatically send a confirmation text. 

5. Some customers will continue to expect information and support from staff in 

local offices and from leaflets.  

 

- It is therefore important that staff are well trained and informed on the ‘recent 

lets’ webpage and other ways in which customers can use Home Choice 

information  to inform their bidding behaviour. 

-  It is also important that leaflets draw attention to these key sources of 

information and how to use them for more effective bidding.    

 


